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Patient Advice & Support Service (PASS) 
Complaints about services in NHS Lothian 

   
How it works 
 

Who can complain?    
 

 A patient or former patient 

 Someone on behalf of an existing or former patient, their carer or relative 

 If the person wishes to complain on behalf of someone else, they will need the written 
consent of that patient or former patient, unless they have currently active Welfare Power 
of Attorney or guardianship order.   

 

First step: 
 

Clients are seen first by an advisor at their local Citizens Advice Bureau, even if the client asks 
for the Patient Advisor.  Follow the usual procedure for clients at your bureau e.g. ask clients to 
phone or come into the bureau to make an appointment or drop in to see a general advisor.  You as 
an advisor and your bureau are a crucial part of the Patient Advice & Support Service. 
 
As the advisor: 

 Interview/assessment: As with any other client go through the normal interview/assessment 
session, asking the client to sign the PASS GDPR Form (even if they have already signed a 
bureau GDPR form) and making notes on what the issues are, dates involved etc. and record it 
on Castle. Please note how client heard about PASS (referral in) to help keep track of where clients 
receive information about how to contact us.  
 

 Questions to ask that will help gather the relevant information: 
 

Who Consultant, GP, nurse etc..?   Name if known. 

When Date/s that it happened? Has the client raised a complaint yet? (if so, 
copies of any correspondence about that would be helpful) Scan copies. 

Where Hospital, department, GP practice? 

What What happened & what were the consequences? 

How How does the client want CAB to help – what outcome do they want? 
 

 Advice: Advise and support the client as far as possible using the normal resources available: 
‘Advisernet’.  The NHS procedure is relatively simple.  Remember the timescales. 
 

Castle recording: The Case Type should be PASS for any NHS related concern (Please do not 
choose Health as case type if there is any concern voiced by client.) Advice codes are Level 1 – NHS 
Concern, Level 2 has drop down choices. Please add your Tasks and a Review date as you normally 
would.  Please enter NHS stats if you have gathered that information from the client and it can help 
to scan and attach any correspondence to/from NHS if that is made available. 
 

Other Non-NHS issues: Please remember to ask all clients if this is impacting on other areas of their 
life –e.g. employment, financial.  The client may be focussed on their NHS complaint and not raise 
other worries they might have or may be unaware of other supports that may reduce the stress on 
them and their family.   
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Next step: 
 

If you are unsure about how the client can proceed, or if they need extra support to proceed or if their 
complaint is quite complex; after checking as normal with Advisernet and the bureau 
manager/supervisor on duty, you can phone or ask the bureau manager to email a Patient Adviser 
who will get back to the bureau as soon as possible.   
 

Patient Adviser Contact details for bureaux volunteers/staff:   
Angela Monteith mobile 077804 47864 (based at Leith CAB) Mon-Weds, alt Thurs 
Email: angela.monteith@caed.org.uk Tel: 0131 510 5510 ext 1023 
Rowena Price mobile 07948 841827 (based at Portobello CAB) Mon, Tues, Thurs, alt Fri) 
Email: rowena.price@caed.org.uk Tel: contact 0131 510 5510 ext 1033 

 

Please do not give your client a Patient Advisor’s details without first agreeing this with the 
Patient Advisor. 
 

If you need to refer:    
 

After checking with your manager/supervisor: 

 Speak with the Patient Advisor or leave a message, even if it is just to check something.  
The Patient Advisor will always get back to you.  It may not be immediately, but as soon as 
possible.  So it may be necessary for you to phone the client later and explain that you have 
left a message and will contact them once you have spoken to the Patient Advisor. 

 
 After speaking with the Patient Advisor please ask the manager/supervisor to email the 

CASTLE client reference number to the Patient Advisor. 
 

What happens next: 
 

 The Patient Advisor will make contact with the client when they are able to do this. This may 
be by telephone, email, or appointment to see the client at their local CAB (usually the 
referring one).    

 It may be the case that you and the Patient Advisor are both working with a client on different 
issues e.g; you may be working with the client on housing or benefit issues and the Patient 
Advisor is working with them to raise a NHS complaint.   
 

Helpful hints: 
 

The client may wish to raise this complaint with their MSP or the Minister for Health.  However if the 
client does this at the same time as involving our service and maybe other services, the investigation 
and the results of the complaint can be disseminated.  This can mean the client waits longer to receive 
all the results.  Suggest to the client that they wait until after the NHS investigation has taken place.  
If they are still unhappy or wish to raise the issues to their MSP or the Minister for Health we can assist 
them to do this by writing a letter. 
 

If the client states that they wish to gain financial compensation, PASS cannot support them 
with this.  We would advise the client about their options: This may be to (first) raise a complaint with 
the NHS if it is within the NHS complaints process time limit. The client can contact an organisation 
called AvMA (Action against Medical Accidents) for free, confidential legal advice if they believe there 
has been medical negligence that resulted in significant injury or loss, (AvMA do not provide legal 
representation).  As soon as anything legal is mentioned with the NHS service, the complaints process 
stops and communication is referred to their lawyers.  Legal action is a difficult and timely process 
and may be costly. Legal Aid advice is available from CLAO (Civil Legal Advice Office). Depending 
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on the relevant date, the client may wish to first go through the NHS complaints process for answers 
and then seek legal opinion. The client should be advised of the timescales involved (6 – 12 months 
for NHS complaints and 3 years for legal action).   
 

The PASS service collects statistical information about complaints that we feed back to Citizens 
Advice Scotland (CAS) and the NHS to help identify trends and areas of concern. We are very grateful 
to the advisors for assisting clients and providing detail to Patient Advisers for referral when 
necessary. Patient Advisers will be happy to assist with any queries to assist advisors with clients they 
are supporting or about any other issues with regard to NHS complaints. 
 

INFORMATION SOURCES: 
 

Advisernet 
10.6.0.2 NHS patients' rights 
10.6.1.1 Complaints about NHS services before 1 April 2017 
10.6.1.3 Complaints about NHS services on or after 1 April 2017 
10.6.0.10 NHS dental treatment, optical treatment and prescriptions 
10.6.0.12 Getting NHS dental treatment in Scotland 
10.6.0.20 Hospital Based Complex Clinical Care 
10.6.3.5 NHS treatment for people from abroad 
10.2.75.5 Mental health 
 

Useful websites: 
SPSO Scottish Public Services Ombudsman www.spso.org.uk 
Care Opinion https://www.careopinion.org.uk/info/patient-opinion-scotland 
(to share story or comment about health or care services without using the complaints process.) 
NHS Lothian Patient Experience Team:  
http://www.nhslothian.scot.nhs.uk/YourRights/ComplimentsConcernsComplaints/Pages/default.aspx 
Regulatory Bodies for various health professions:  
GMC www.gmc-uk.org 
GDC www.gdc-uk.org 
NMC www.nmc-uk.org 
Health Professions Council www.hpc-uk.org 
AvMA www.avma.org.uk/help-advice/information-leaflets/ See Scotland (info on med. Negligence) 
NHS Inform - Care, Support & Rights https://www.nhsinform.scot/ 
 

CAB Intranet 
There is a Complaints Journey pack on the Citizens Advice Scotland Intranet website.  You will need 
to sign in to the CAS website (http://www.cas.org.uk) and then copy the following link into the address 
bar to access this material. Here you can get examples of letters to NHS, GP’s, etc. 
http://www.cas.org.uk/bureau-zone/advice-giving/patient-advice-and-support-service-
pass/information-clients (Please note NHS Lothian has own hospital consent form (see below link) 
and medical records request form).  
 

CASLearn:  Please see e-learning modules on CAS website for PASS & NHS - also Mental Health  
 

Relevant Documents:  
The Charter of Patient Rights & Responsibilities (Patient’s Charter)  
www.gov.scot/resource/0039/00390989.pdf 
NHS Lothian Consent Form can be found at: 
http://www.nhslothian.scot.nhs.uk/YourRights/ComplimentsConcernsComplaints/Documents/NHS_L
othian_Consent_Form.pdf                                                                                   
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